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Abstract  
Selling Division II season tickets for the University of Minnesota Duluth (UMD) 
volleyball team had never been done before. The UMD Athletic Department made it their 
mission and implemented the first ever UMD Women’s Volleyball season tickets in 2014 with 
hopes to continue to sell season tickets every year. Volleyball was highly recognizable on 
campus and in the community, but was not yet as profitable as it could be. This study was 
significant to intercollegiate athletics because the researcher looked at the success of selling 
season tickets for a female athletic program and the success of hired student workers to sell the 
tickets. The study gained information from two different surveys. One survey went to student 
workers that worked in the athletic department and the primary focus of those questions were on 
how to improve training. The second survey went out to volleyball season ticket holders and the 
season ticket holders were asked about their experience of purchasing season tickets. The athletic 
department made a profit from an untapped market of selling female athletic season tickets 
(personal communication, November 1, 2016). The study showed successes in selling season 
tickets and provided data on the student workers’ experience of selling the tickets. The feedback 
provided in this study helped the UMD Athletic Department improve their work study programs 
and provided a better working environment.   
  
    
Table of Contents  
Acknowledgments                  i  
Dedication                    ii  
Abstract                      iii  
iii  
    
Table of Contents                  iv 
List of Tables                   vi  
Chapter One Introduction                1  
 Purpose of the Study               4  
 Background and Significance of the Study          4  
 Research Questions                5  
 Setting                   5  
 Assumptions                  5  
 Scope and Limitations of the Study           6  
 Definitions                            7  
  Summary                  7  
Chapter Two Literature Review               9  
 Hiring Student Workers              10  
 Enhance Revenue of College Sporting Event         12  
 Sport Consumer Motivations                       14  
  Summary                  16  
Chapter Three Methodology               18  
  Research Design                18  
  Setting and Participants               19  
 Measures                  20  
  Data Gathering and Analysis                  20  
  Summary                             20  
Chapter Four Results and Discussion             22  
iv  
    
  Participants: Season Ticket Holders           22  
  Survey Results: Season Ticket Holders          22  
 Participants: Student Workers            24  
 Survey Results: Student Workers            24  
  Discussion                  26  
Chapter Five Summary and Conclusion            29  
 Significant Findings               29  
  Educational Implications              30  
  Recommendations for Future Research          30  
  Limitations                  31  
  Summary                  31  
References                    33  
Appendices                    37    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
v  
    
List of Tables  
  
Table 1: UMD Volleyball Season Ticket Sales          4  
Table 2: 2014-2015 Season Ticket Holders Survey Results       23  
Table 3: 2014-2015 Student Workers Survey Results        25  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
1  
    
 
Chapter One Introduction  
  
  University of Minnesota Duluth (UMD) Athletics won over eight championships since 2001, 
maintained a 96% graduation rate for recent student athletes, and is in the 86th year of 
competition (University of Minnesota Duluth, 2016). UMD Athletics fully operated sixteen 
athletic teams of which fourteen UMD teams competed at the Division II level within the  
Northern Sun Intercollegiate Conference (NSIC) and two competed at the Division I level in the  
National Collegiate Hockey Conference (NCHC) and the Western Collegiate Hockey  
Association (WCHA). UMD athletic programs were successful on the skill level of competition, 
but financially made strategic changes, selling women’s volleyball season tickets, to turn a profit. 
Out of the sixteen athletic teams, only men’s hockey (Division I) and men’s football (Division II) 
were generating revenue for the athletic department. Generating revenue, in this study means 
people purchased tickets to watch the sporting event. UMD Athletics had a growing budget 
deficit, which needed to stop. The budget deficit occurred when operating costs were greater than 
any revenue being brought into the athletic department (tickets, sponsorships, donations) 
(personal communication, November 1, 2016).   
The newly hired Director of Athletics and the entire athletic department staff studied 
ways to decrease the budget deficit and found new creative solutions to solve the growing 
problem. Ott (2011) researched:  
“Perhaps findings reflect a perception gap between “rich” and “poor” athletics programs, 
such that faculty at schools with higher athletics revenues are not fully aware of the 
offsetting expenditures and assume their programs are self-sustaining without relying on 
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general funds or other institutional subsidies. It might also be a function of the overall 
financial conditions on a campus” (p.385).   
The UMD Athletic Department realized they were not fully aware of their general funds and it 
was time to start off-setting expenditures. The Athletic Department addressed the question; How 
could UMD athletics produce revenue for all the sixteen teams?   
The ticket department creatively developed solutions to help cut the deficit and brought in 
more money. For example, UMD sold season, single game, and group rate tickets, and 
implemented mini game package plans. The ticket office involved the student athletes in the 
processes and had them deliver season tickets to the local community that increased loyalty and 
repurchase habits. The ticket office acquired new ways to have more people attend games, and 
was cost conscious by hiring student workers to sell tickets. A student worker was a student still 
in their undergraduate program that received financial aid through work study (Minnesota State  
Colleges and Universities, 2017). “The state work study program is open to undergraduates, 
graduate, and vocational students. It provides part time on-or off-campus jobs to help students 
pay the cost of their higher education.” (Minnesota Work Study, 2012, p. 1). Each campus and 
state differed in the amount of work study, but allowed for different departments on campus to 
hire students and used funding from the state. The departments gave the student workers on the 
job training and skills for the future.  There were twenty six student workers for the athletic 
department in (2014-2015) ranged from selling tickets, event management, and office work. 
With the increased student workers and new ideas, increased revenues for the athletic 
department, changes took place.  
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UMD improved on new ways to sell season tickets or ticket packages for athletic teams 
that brought in revenue to the department. The athletic department decided it was time for men’s 
football and women’s volleyball to get involved in the creative strategy of having season ticket 
holders. There were season tickets, single game tickets, and reserved ticket packages for the 
UMD football and volleyball teams. For this study, the primary focus was the revenue generated 
from selling volleyball season tickets from the pilot year 2014 to the existing year 2016. The 
secondary focus of this study was the knowledge and experience student workers gained from 
work in the athletic department and assisted in creative ways that generated revenue in athletics.     
  Student workers gained experience from directly selling season tickets is an important 
element in this study. There was learning that took place from the standpoint of inexperienced 
student workers selling tickets to inexperienced buyers being first time season ticket holders.  
There was an adoption of new products and an untapped market that combined to make for a 
great study.   
Table 1 demonstrated the three years (2014-2016) that volleyball season tickets were 
purchased. In the pilot year, 2014, there were 68 season tickets holders for women’s volleyball 
that generated $2,040 in ticket sales with each season ticket package at $30.00 apiece (personal 
communication, November 1, 2016). In 2015, 101 season tickets were sold and generated $3,045 
in ticket sales, which was a 50% increase from the year before. In 2016, 108 season ticket 
holders generated $3,240 in ticket sales, which was a 60% increase from 2014. The trend 
continued to grow year after year and in three years the athletic department generated $8,325 
from implementing season tickets (personal communication, November 1, 2016).  
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Table 1  
  
UMD Volleyball Season Ticket Sales(N=277)_________________________________________                    
                                    Variable                                                    N (%)                                         _  
2014 Season Tickets Purchased                68 (24.5)  
2015 Season Tickets Purchased               101 (36.5)  
2016 Season Tickets Purchased               108 (39)  
_____________________________________________________________________________ 
Note. There are more than one season tickets purchased by the same person. For example, a 
family could have four season ticket packages, but only one person purchased them.  
  
Purpose of the Study   
  The purpose of this study was to examine the financial benefits of selling UMD Women’s 
Volleyball season tickets and hired student workers’ success in gaining new skills, knowledge, 
and experience that help them in future careers.   
Background and Significance of the Study   
  Selling Division II women’s volleyball season tickets at UMD has never been done before 
2014. The ticket department made it their mission to sell season tickets for volleyball in the fall 
of 2014 and continued it for future years. Volleyball was highly recognizable on campus and in 
the community, but was not as profitable as it could be. The reason why the athletic department 
chose the volleyball program to sell season tickets was because it has the highest attended female 
program at UMD (personal communication, November 1, 2016). This study was significant to 
UMD because of the need to increase revenue and developed unique ways to get community 
members, parents, students, and staff involved in UMD athletics. The study showed, selling 
season tickets brought in a fixed amount of money every year, which led to renovation projects, 
funded more scholarships, and ultimately improved UMD athletics(personal communication, 
November 1, 2016).   
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  The study gained information from surveying student workers that worked in the athletic 
department. Athletic departments used the information from the survey to improve the student 
worker program to train individuals for future endeavors. The athletic department understood 
what the student workers needed in regards to skill set to obtain jobs after college. The feedback 
provided in this study helped the athletic department improve their work study program. Articles 
found to support this study showed the success of selling season tickets, but also provided 
information on what student workers needed to be successful.  
Research Questions  
1. Does selling season tickets for volleyball increase enough revenue for the UMD Athletic  
Department to continue selling women’s volleyball tickets in the future?  
2. Do student workers benefit from working in the athletic department?  
Setting   
All 2014 and 2015 women’s volleyball season ticket holders were asked to take part in 
the study about their ticket buying experience. All student workers in 2014 and 2015 from the 
UMD Athletic Department were asked to participate in this study and answered survey questions 
on knowledge, skills, and abilities they gained from working in the UMD Athletic Department. 
The study produced two surveys that showed whether season ticket holders were satisfied with 
their purchase and whether student workers gained skills through selling season tickets and other 
jobs for the department.   
Assumptions  
The study provided information in two categories; season ticket total revenue and the 
student worker experience. The surveys provided the reader with how satisfied season ticket 
holders were with their purchase and on their buying experience. The data showed whether 
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season ticket holders renewed their purchase for the 2015-16 season and the total revenues 
generated from three years. The study utilized quantitative data and the information for future 
years to target potential season ticket holders, thus providing more revenue for the department.  
The study included qualitative data and the student workers received survey questions 
ranging from certain skills gained through selling season tickets to the overall experience. This 
side by side study provided UMD Athletic Department information on whether to continue the 
process of selling season tickets and having students work in the athletic department. The 
assumption of this study was that the season ticket holders enjoyed working with student workers 
and continued to buy season tickets for the following seasons. The study provided ways to 
improve selling season tickets and training student workers.   
Scope and Limitations of the Study  
 The assumptions made for this study were based on collegiate teams and professional 
sporting team season ticket holders. The information found in this study differed from research 
articles because this study looked specifically at Division II female sports. This study was 
designed for a specific school, location, and time. The survey was only sent to season ticket 
holders for the pilot year and 2015 because 2016 season ticket holder names were not disclosed 
by the university.   
The survey size of season ticket holders (25) and student workers (29) and had a 76% 
response rate for season ticket holders and a 50% response rate for student workers. The study 
was limited to women’s volleyball season ticket holders and student workers.   
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Definitions  
Revenue – “The income generated from sale of goods or services, or any other use of capital or 
assets, associated with the main operations of an organization before any costs or expenses are 
deducted” (businessdictionary.com.).  
Budget – “The amount of money that is available for, required for, or assigned to a particular 
purpose” (merriamwebster.com).  
Budget Deficit – “Amount by which actual expenses exceed planned expenses”  
(businessdictionary.com).  
Income – “A gain or recurrent benefit usually measured in money that derives from capital or 
labor” (merriamwebster.com).  
Season Ticket- “A ticket valid for unlimited use over a specified period of time, as for a series of 
performances or athletic events” (American Heritage® Dictionary of the English Language).  
Summary  
In summary, the researcher was limited in this study to only women’s volleyball and did 
not look at the other athletic teams that offered season tickets. The reason for only focusing on 
women’s volleyball program was because it was the first female Division II team that had offered 
the purchase of season tickets. The survey was sent to anyone that had purchased season tickets 
and the questions on the survey regarded ways that improved the process of obtaining season 
tickets. A different survey was sent out to the student workers who were selling those season 
tickets. The survey to the student workers provided answers to what skills were developed 
through selling season tickets and other tasks held within the athletic department.   
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The advantage UMD had was that in other sports season tickets were already being sold. 
UMD Men’s and Women’s hockey teams had season tickets for both of their programs. The 
ticket office collected data on how many season ticket holders bought tickets for the next year, 
and the revenue growth generated. The information from this study provided the UMD Athletic 
Department ways to improve the process of selling season tickets and improve their work study 
program. This side by side study examined season ticket revenue and improvement of the student 
worker program.  
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Chapter Two  
  
Literature Review  
  This review focused on tactics that increased ticket sales and revenue for college sporting 
events through season tickets. The study addressed means by which athletic department sold 
women’s volleyball season tickets and had success by hiring student workers. “Despite the clear 
importance of ticket sales revenue stream, much of the previous literature focuses on athletic 
success and donations as opposed to ticket sales” (Hondula, Knight, Stewart, & Pavilion, 2013,  
p. 131). This study contributed to this small, but growing, area of inquiry that had large practical 
implications on athletic department budgets UMD focused on new ticket selling strategies and 
found ways that utilized student workers to sell season volleyball tickets for the women’s 
volleyball program. The student workers sold tickets and performed other tasks for the athletic 
department which allowed students insight into a potential career in college athletics. It was 
important for the UMD Athletic Department to find creative ways to involve student workers and 
developed new revenue sources. The literature review had three predominant themes surrounding 
the idea of hire student workers, found reative revenue sources, and the consumer’s view on 
purchased season tickets for sporting events. First, hiring of student workers section provided an 
insight into the effectiveness of programs, skills obtained, and the benefits of hiring students. 
Second, the research showed evidence of different ways intercollegiate programs found new 
ways to creatively fund athletic departments. Third, the research looked into sport consumer 
motivations and purchased season tickets. The researcher understood themes that assisted with 
the development of this study.  
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Hiring Student Workers  
College campuses found new ways that invested in students that provided on the job 
opportunities. College campuses utilized student workers in their libraries, at the security desks, 
in the IT departments, and as graduate assistants or event managers in athletics. “Evidence of 
peer leadership on university and college campuses is also documented in the student services 
literature, originating with students working in residence life and orientations” (Mitchell &Soini, 
2014, p. 591). This is not a new idea that hiring student workers benefited college campuses and 
was very cost effective. Brown (2003) studied “I, for one, was a student employee in my former, 
undergraduate life. My professional career has benefited from that experience” (p. 9). Student 
workers benefited from this program and found it rewarding because of new skills obtained. “It’s 
also no secret that, first and foremost, student workers appear to be a ready supply of inexpensive 
labor” (Brown, 2003, p. 9). Student workers were paid though the work-study program, which 
was federally funded dollars that benefited the department from paying a full-time salary (p. 10). 
Students were given the opportunity to work and positive feedback was given for the student 
workers in the athletic departments.  Brown (2003) researched, “Opportunity knocks has another 
valuable benefit. It allows us to see students in action. We can measure their ability to pay 
attention, arrive to sessions on time, follow instructions, and generally take themselves seriously 
when necessary” (p. 10). It was important for college campuses to understand that there was 
opportunity for having hired student workers and provided student workers with skills to use in 
the future. According to Mincer (2016):  
“Graduation from some level of schooling does not signify the completion of a training 
process. This second state, training on the job, ranges from formally organized activities 
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such as apprenticeships and other training programs to the informal processes of learning 
from experience. Indeed, historically, skills have been acquired mainly by experience on 
the job” (p. 50).   
Students were looking for opportunities that fostered future employment, developed professional 
relationships, and established professional reputation. Mincer (2016) studied, “Student workers 
were also looking for professional challenges that exposed them to careers they were oh the 
highest quality” (p. 50). Student workers were eager to succeed in their chosen professional path, 
but departments on campus needed to give them that opportunity. There were four different types 
of student workers at UMD; graduate assistants, graduate interns, undergraduate interns, and 
student volunteers (personal communication, November 1, 2016). The athletic department staff 
needed help managing the work in certain departments and students were seeking opportunities 
on campus to get a real-life educational experience.   
At UMD, there was no Sport Management major for students to see different careers in 
college athletics, but there was a Sports Marketing major that allowed students to get involved 
with the athletic department to see if there was any interest in working in that industry 
(University of Minnesota Duluth, 2012). In some instances, undergraduates were not in sport- 
focused majors, especially at institutions that did not offer sport management programs. 
Therefore, student workers viewed the experience as an opportunity to experience what it is like 
to work in an athletic department.   
  
Enhance Revenue of College Sporting Events  
According to Holmberg (2015):  
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“Popularity during college athletics events can be compared to the popularity of 
professional sports in the U.S. With bigger attendance figures than professional sports, 
college athletics is able to attract millions of fans and generate millions of dollars 
annually in revenue” (p. 1).   
With the growth of popularity for college athletics, many colleges and universities faced 
increasingly tight budgets in recent years and they are struggling to provide more funding for 
their own athletic programs. In some cases, specific sport programs of a college or university had 
to be terminated due to lack of dollars (p. 1). The revenue from ticket sales was an income source 
that the athletic department generally could not control. Howard and Compton (2004) studied “A 
growing number of teams sell tickets at different prices to reflect differences in demand caused 
by the attractiveness of the opponent and the dates of play”  Athletic department’s ticket sales 
each year based on opponent matchups and dates of play (p. 89). Hence, athletic departments 
aggressively maximized revenue generated from season ticket sales that minimized the 
possibility of fans not purchasing tickets.   
To maintain or expand the current programs, athletic departments generated additional 
revenue to avoid further reduction of their sport programs. Intercollegiate athletics continued to 
find new ways that generated revenue from a severe lack of funds. “This ticket selling strategy 
has gained much recognition because it is a lucrative and acceptable method for bringing 
additional ticket revenue to the organizations” (Chen, Henderson, Worrell, & Salazar, 2012, p. 
1). Selling season tickets was about finding the right strategy to increased revenues and fan 
attendance by understanding what the consumer was willing to purchase. “The athletic 
department at Stanford found a new way to produce revenue where there was none” (McDonald 
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& Stavros, 2007, p. 226). This was an example of a university that tried to find new revenues 
with ticket sales. Colleges and universities around the country tried to find new ways to find 
revenue and the UMD Athletic Department started to sell season tickets for a female athletic 
program.   
James and Ross (2004) conducted a four-stage study that investigated future retention of 
season ticket holders and the response by the organization’s marketing team to interpret the 
consumer behavior of the fans incomplete. “Given that ticket pricing and promotion of ticket 
sales represent areas over which an athletic department has direct control and why individuals 
have an interest to attend live events” (p. 18). It was important for athletic departments to fulfil 
the needs of the consumers and provided them with different ticket packages that individuals 
were interested in attending the events.  
 Finding product to sell to different and more consumers was what most athletic 
departments struggle with (p.18). Athletic departments had many different sport programs 
(female and male) that made it challenging to find the right ticket details for each individual sport 
programs. “Female athletes in educational institutions, there are now more than 55 million 
women who participate in recreational sports and fitness activities regularly. Women represent 
more than 55% of all volleyball players and participate at all ages” (Lopiano, 2000, p. 164). 
Studies showed that women’s sports were now deeply entrenched in core family values, with 
families supporting the sports participation of their daughters (Lopiano, 2000, p. 165). 
Recognized women's sports was a new and different product and is just waiting to be sold and 
marketed. “Women in athletics strengthened the grassroots base of sport by serving as 
inspirational role models” (Lopiano, 2000, p. 169).  UMD took advantage of this untapped 
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market and reached out to families in the local community to purchase women’s volleyball 
season tickets. The culture at UMD fully embraced women’s participation in athletics and found 
it crucial for to promote season tickets for female sports (personal communication, November 1,  
2016).  
Sport Consumer Motivations  
         “Sport managers within intercollegiate athletics are faced with the challenge of generating 
more revenues to offset rising program costs.” (James & Ross, 2004, p. 17). The athletic 
department managed their programs by understanding a declining revenue source and increasing 
operating costs. “There was a need for institutions to find additional ways to avoid operating at a 
deficit” (James & Ross, 2004, p. 17). “People ‘donate’ money to an athletic support group in 
order to receive priority points that determine both the ability to purchase season tickets and the 
location of those tickets for a school's athletic contests” (Gladden, Mahony, & Apostolopoulou, 
2005, p. 19). Gladden, Mahony, and Apostolopoulou’s research showed that fans wanted to be 
engaged with more than a discounted ticket; they wanted the ability to be a season ticket holder 
and be more involved with the athletic program (p. 19). On intercollegiate campuses, the men’s 
football and basketball teams are the main revenue generating enterprises (p. 19). The UMD 
Men’s Hockey team and the UMD Men’s Football team were the only two sports generating 
revenue (personal communication, November 1, 2016).  
The UMD Men’s Hockey team and the Men’s Football team needed to produce a substantial 
amount of income to maintain the other nonrevenue producing sports (personal communication,  
November 1, 2016).   
“At the collegiate level, a potential and many-times overlooked source for increased 
revenues across multiple sport programs is ticket sales” (James & Ross, 2004, p. 18). This was 
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why UMD found ways that packaged game tickets together for UMD Women’s Volleyball team 
which was the only women’s Division II program at UMD that had season ticket holders 
(University of Minnesota Duluth, 2017). Research proved over the three years since UMD 
started the pilot program of selling UMD Women’s Volleyball tickets in 2014, the numbers of 
season ticket holders had grown (personal communication, November 1, 2016). Season tickets 
were a way for the athletic department to control and saw growth from one year to the next.  
According to McDonald and Stavros (2007):  
“Several areas were studied—what motivated the lapsed members to initially join, the  
determinants of overall satisfaction with membership, the identification of reasons for not 
renewing memberships, their expectations and how satisfied they were with the offering 
they received, the identification of likely membership renewal in coming years, and the 
responses of organizations to customer retention” (p. 219).   
The consumer’s expectations were satisfied, and there was a renewal for the following year. 
Athletic administrators assessed the importance of different motives to ascertain which may have 
the greatest influence on purchasing a ticket package for a specific sport. Mahony, Madrigal, and 
Howard (2005) studied the PCT scale which provided sport marketers with a reliable and valid 
measurement tool for differentiating consumers into discrete segments based on the strength of 
their overall success (p. 15). The research showed that consumers like owning a seat in the 
stadium, being called a season ticket member, and obtaining the additional perks of buying into a 
season ticket package. The researcher studied fan loyalty and the different stages consumers  
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went through when the decision was made to purchase tickets (p. 15). It was proven that special 
offerings like multi-sport passes that can be used for attending multiple non- revenue sporting 
events are very effective.   
This research correlated with the findings in this study that if intercollegiate athletic 
programs found creative ways to develop ticket packaging, the nonrevenue sports had a relatively 
fixed controlled stream of money. “Sport spectating represents a predominant form of leisure 
behavior in today’s society. Large numbers of people attend sporting events and think of 
themselves as sport fans” (James & Ridinger, 2002, p. 261). In today’s society, people wanted to 
be entertained and sporting events was a great way to entertain (James & Ridinger, 2002). 
Providing fans with a premium experience with season tickets only increases their loyalty of 
being sport fans (James & Ridinger, 2002).   
Summary  
The research provided an insight into how effective a student worker program was, the 
different approaches that created revenue in athletic departments, and the motivations behind 
sport consumers. College campuses were finding new ways to invest in students to provide on 
the job opportunities and UMD found ways to utilize student workers to sell season volleyball 
tickets for the women’s volleyball program. The student workers sold tickets and performed 
other tasks for the athletic department which in turn allowed them to gain insight into a potential 
career in college athletics. UMD utilized student workers, the university developed a new ticket 
selling strategy to bring in new revenue. Based on the research provided, it was important for 
athletic departments to fulfil the needs of the consumers to provide them with different ticket 
packages that will have individuals interested in attending events (James & Ridinger, 2002).   
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In conclusion, students on campus were provided with real training and an insight into 
work in a potential career. The students were ready to take on more responsibility and try new 
things if feedback is readily available (Lopiano, 2000). Athletic departments had many different 
positions for student workers to get involved with and most cost effective. Studies demonstrated 
that selling season tickets does increase revenue for sporting events, but if athletic departments 
relied on ticket sales from game to game it is uncontrollable (Mahony, Madrigal, & Howard,  
2005 p. #). Sport fans wanted a premium experience and that was having season tickets.  
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Chapter Three  
Methodology  
The purpose of this study was to examine selling UMD volleyball season tickets and if it 
was worth the time for the athletic department to use this unique way to gain revenue. The 
second part of this study was to see how successful it was to hire student workers in the UMD 
Athletic Department. The study showed that selling season tickets for volleyball continued to 
bring in extra money for the department. The athletic department had growth in ticket sales year 
after year and will continue utilizing resources to keep selling women’s volleyball season tickets. 
Utilizing resources meant hiring student workers to sell season tickets and other jobs in the 
athletic department. The second part of this study examined the success of hiring student workers 
and the skills gained through on the job training. This study provided feedback on ways to 
improve the student workers’ skills that would ultimately help them with future careers. Student 
workers gained the right skills and learned about potential careers in intercollegiate athletics.  
This side-by-side study examined two processes, selling women’s volleyball season tickets and 
hiring student workers that were both successful. The chapter starts with the description of the 
research design and why it was important. Second, the chapter described the setting and the 
participants who were studied.  Next, the chapter discussed the development of the survey. 
Finally, the literature review concluded with a description of the process used to gather and 
analyze the data.  
Research Design  
The research design was descriptive research with qualitative data being collected 
because the assessment was situational and behavioral based.   
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Setting and Participants   
Participants for this study were 2014-2015 UMD Women’s Volleyball season ticket 
holders and 2014-2015 workers from UMD. All season ticket holders received a survey during 
summer of 2015 with ten questions. They were asked questions specifically about being a season 
ticket holder, the experience they had, whether they planned to continue to be season ticket 
holders, and how the athletic department could improve. The student workers were surveyed on 
the skills that were gained, the leadership of the program, and whether they planned to continue 
to work in athletics after school. Participants for the season ticket holders were selected because 
they all chose to buy season tickets for the 2014-2015 volleyball season and participants for the 
student workers were 2014-2015 student workers for the UMD Athletic Department.  The study 
also analyzed data from 2014-2016 provided by the UMD Director of Ticket Operations to 
determine revenue.  
A copy of the letter from the IRB granting permission to proceed in this study is found in 
Appendix A.  A sample copy of the consent form, the email that solicited participants and the 
letter from the person of authority who gave the researcher permission for the study is found in 
Appendix B. The following appendixes were the survey questions to season ticket holders and 
student workers.  After receiving consent from the participants, those selected filled out and 
signed the consent form.  When consent was given, survey questions were sent.  If a season ticket 
holder or student worker did not have email or internet, efforts to mail the consent form and 
survey questions in paper form were made.  Participants were not harmed in any way, as it was a 
simple survey format.  It was clear in the consent form that individuals could withdraw from the 
study at any time. All answers to the survey questions were kept on a secured computer in a 
20  
    
locked office. Only the adviser and researcher had the ability to see the answers to the survey 
questions.   
Measures  
  The methods used to collect data were written survey questionnaires and data on revenue 
gained from volleyball season ticket holders. This study examined the exact number of season 
ticket holders from 2014-2016 and the revenue gained each year. This study also looked at the 
survey results of the student workers 2014-2015 to find if on the job training was successful.   
Data Gathering and Analysis   
Data was gathered using a website. Specific questions were developed for both groups. 
Questions were uploaded to Survey Monkey and the survey had both open ended questions and a 
limited number of options from which to choose. Three limited options for participants included 
agree, disagree and neutral.  Software was used to determine when all surveys were completed 
for this study.  Each season ticket holder and each student worker was sent a survey and data was 
provided post survey.   
Summary  
      The study was conducted in a quantitative and qualitative manner. The qualitative research 
examined who bought volleyball season tickets and why the tickets were purchased. The five 
open ended survey questions from the student workers were analyzed to gain a better 
understanding as to the program’s success. The quantitative study included exact numbers from 
the athletic department of how many volleyball season tickets there were for 2014-2016, the 
revenue gained from each year, and projections for the upcoming year. The next chapter 
provided the results of the study, the answers to the survey questions, and the numbers associated 
with season ticket holders and student workers.  
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Chapter Four  
Results and Discussion  
This chapter included the results of the survey from the season ticket holders and the 
results from the student workers experience. The chapter begins with a brief description of the 
participants, followed by a summary of the survey results. Three Tables are included to 
summarize the survey results. A discussion section concludes this chapter.  
Participants  
  Season Ticket holders consisted of parents and fans. Each season ticket holder was emailed 
an invite to allow them to provide feedback and participate in a survey. There were twenty-one 
season ticket holders from 2014 and 2015 season that participated in the survey with four 
participants who declined to take the survey. The data collected showed the percentage of which 
participants agreed, disagreed, and were neutral.    
Survey Results  
  Based on the survey results from season ticket holder’s survey, 95.2% of the season ticket 
holders were satisfied with their season tickets. 71.4% of those season ticket holders purchased 
season tickets for the following volleyball season. All but two participants said that buying 
volleyball season tickets was a quality purchase. Over 80% of the participants felt involved with 
the UMD Athletic Department and liked the idea of being called a “season ticket holder”. There 
were over 65% of the participants that felt the student worker was efficient at handling the sale, 
the student worker was friendly and easy to work with, and the service provided in and out of the 
door at the games were more efficient. The season ticket holders answered additional short 
answer questions to hear more about their experience. See Table 2 for results.   
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Table 2  
  
2014-2015 Season Ticket Holders (N=21)                                                                                 _                                                                                                               
NO         Neutral      Yes  
                                     Variable                                                          N (%)        N (%)     N(%)  
I was satisfied with my 2014-2015 volleyball season tickets      0 (0.0)         1 (4.8)        20 (95.2)  
Buying volleyball season tickets was a quality purchase        0 (0.0)        2 (9.5)         19 (90.5)  
I purchased season tickets again for the following  fall season      6 (28.6)       0 (0.0)        15 (71.4)  
The service with the student sales representative was efficient      0 (0.0)       5 (23.8)       16 (76.2)  
The student sales representative was easy and friendly to work with     0 (0.0)      5 (23.8)        16 (76.2)  
The service in and out of the volleyball games was easier purchasing season tickets  0 (0.0)     7 (23.8)         14 (66.7)  
I felt that I was apart of UMD athletics by having volleyball season tickets    0 (0.0)     4 (19.0)         17 (81.0)  
I liked the idea of being a season ticket holder          0 (0.0)     3 (14.3)          18 (85.7)  
_______________________________________________________________________________________________________  
There were two additional short answer questions that the participants answered. First 
question was, “Are there any skills the student sales representative could improve on?” The 
season ticket holders overall answered that all individuals they talked to were pleasant, promoted 
donating season tickets if they were not able to get to games, and for the student workers to 
continue to improve sales skills. Many of the season ticket holders felt that they spoke with 
someone who was friendly, courteous, and did not feel pressured to buy. Some season ticket 
holders wanted more information about what it entails to be a season ticket holder, but overall 
they had a good experience.   
The final short answer question was, “Were there any difficulties while purchasing your 
season tickets?” Many season ticket holders replied “no” and they actually preferred the method 
of buying tickets over the phone with someone taking their payment over purchasing online. 
Some other responses were that the process of was smooth, quick, and the packing of the tickets 
when they received them was fantastic.  
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Participants  
In 2014-2015, student workers were asked to participate in the survey and eleven student 
workers completed the survey. Table 3 illustrates the participants’ answers to the survey and the 
breakdown of each question asked to the participants.  
Survey Results  
  The survey results for student workers are in Table 3. 72.3% of the student workers were 
neutral when they answered the question if their experience as a student worker was inspiring. 
Over half of them said they gained job related skills and improved communication skills by 
working with peers and customers. Even with this experience, half of the participants said they 
were neutral if being a student worker allowed them to narrow down interests in potential 
careers. Only four (36.4%), said they were successful in gaining a job after being a student 
worker. Even though student workers were neutral about being inspired by the job, 81.8% said 
that they would apply for the UMD Athletic Department student worker position again. There 
were additional short answer questions asked to the participants to further understand their 
experience.  
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Table 3  
2014-2015 Student workers (N=11)                                                                                              _  
                                                                                                            NO         Neutral    Yes  
                                     Variable                                                         N (%)     N (%)     N(%)     _  
 My experience as a student worker was inspiring        1 (9.1)  8 (72.3)     2 (18.2)  
 I gained job related skills from being a student employee       2 (18.2) 3 (27.3)     6 (54.5)  
 I improved my communication skills by working with customers and peers    1  (9.1)  1 (9.1)      9 (81.8)  
 Work study allowed me to narrow down my interests in the type of career I someday seek to have 1 (9.1)  6 (54.5)     3 (27.3)  
 I was able to successfully gain a job from being a student employee     6 (54.5) 0 (0.0)     4 (36.4)  
 I would apply for the UMD student employee position again.      1 (9.1)  1 (9.1)     9 (81.8)  
The UMD athletic department supervisors were interactive with my on the job training   2 (18.2) 4 (36.4)    5 (45.5) 
_______________________________________________________________________________________________________  
There were additional questions asked to the participants that were short answer at the end 
of the survey. The first of those questions was, “What position did you have while working for 
the UMD athletic department?” The students answered this question by listing the different 
positions they held within the athletic department. A few examples of their jobs; ticket office, 
event staff, football manager, hockey, baseball game management, and UMD athletic front desk. 
This question was to see what different positions student workers held and if they answered the 
questions differently based on those positions.   
The second of the short answer questions was, “What is one skill that you retained/improved 
while being a student employee?” The student workers answered this question with a variety of 
answers; enjoyed working with others, gained patience, and gained effective communication 
skills. Tangible skills they obtained were answering phone calls, cold calling, confidence, and 
customer service.  
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The final short answer question was, “What could the department or the staff do to prepare 
you better for a career?” Results from the study showcased that student workers wanted more 
professional development opportunities. Many of the participants want to be provided more 
feedback, develop relationships with staff and customers, and resume building. They also wanted 
to have more interaction with staff and have more staff availability for questions and concerns 
that arose on the job. The student workers enjoyed their experience and said they wanted to play 
a bigger role in athletics.   
Based on the questions answered above, there are many ways the UMD Athletic Department 
better supported their student workers. Lewis (2008) studied, “Students grow as leaders, develop 
career paths, and discover how to balance courses, work, and personal lives. Yet as supervisors 
we often show concern for little more than satisfactory job performance” (p. 1). Student 
internships were strengthened by wide-spread implementation of formal evaluation process and 
feedback. There was not any formal appraisal system for performance, therefore student workers 
did not know if they were gaining the right knowledge of the certain tasks or completing the task 
at the highest level.  
Discussion  
Based on the surveys, season ticket holders and student workers displayed consistent results 
with data found in other studies. The foundations established in the first two chapters of the 
literature review correlated with other studies on selling season tickets and student worker 
employment. There were benefits of comparing customers’ needs alongside the student workers 
abilities to sell season tickets because there were qualitative and quantitative results. There are 
limitations on the number of people who were surveyed, but compared to the findings in a larger 
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sample size and there were many correlations. Athletic departments hired student workers to 
make sales calls, handle game operations, and complete routine administrative duties.  This study 
was set out to show with a little creativity in sales plans, a lot can be accomplished by selling to a 
new market of customers and employee workers at the fraction of the cost. The data provided 
over the course of three years showed success of selling season tickets and showed success of 
implemented a new hiring modeling of student workers. James and Ross (2004) studied, “In 
order to develop strategies for increasing sales for various low or nonrevenue sports, it is 
necessary to better understand why individuals have an interest in these sports and what factors 
may motivate them to attend live events” (p. 17). Pertaining to this study, the volleyball season 
ticket holders were motivated by being called a season ticket holder and feeling more a part of 
UMD Athletics as a whole. The season ticket holders were also happy with the service offered by 
the student workers to purchase tickets for the following fall.  Results were consistent with the 
trend that McDonald and Stavros (2007) studied, “overall satisfaction and future intentions 
related to rejoining as a member were also examined. The nature of the relationship between 
aspects of membership service delivery, satisfaction, and rejoining/defection examined more 
closely here in this study” (p. 220). Data suggested that there if there was a premium experience 
offered to consumers, the likelihood of repurchase was high.   
In regards to the short answer questions answered by student workers, their experience with 
working in the athletic department was positive.  In the case of the student workers, the results 
illustrated the importance of providing a structured program, provided feedback, and gave more 
responsibility the student workers ultimate experience. Mitchell and Soini (2014) researched,  
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“Although learning commons environments differ in many respects, there is a commitment to 
high-quality training and support of student staff, as well as common content areas with respect 
to training” (p. 591).   
There were some drawbacks to this study because the sample size was limited, a few of the 
participants had short answers, and this is the first study conducted on selling season tickets at  
UMD. The study was successful, because the comparison between professional sport markets, 
Division I, and female athletics were all consistent with findings. The results of this study are 
exploratory in nature and provides a foundation for future research.   
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Chapter Five  
Summary and Conclusions  
This study was conducted to determine the success selling Division II volleyball season 
tickets and the success of utilizing student workers. Surveys were collected suggestions from 
season ticket holders and gain more insight on what a student worker needs were. The surveys’ 
answers were direct from personnel that had either purchased season tickets or worked in the 
UMD Athletic Department. The implications of the findings suggest overall success and helped 
the athletic department improve ways to find a unique source of additional income. The UMD 
Athletic Department received feedback from the surveys on how to improve their student worker 
program, which allowed them to make changes. This chapter included significant findings, 
educational implications, and recommendations for future research, limitations, and a summary 
to conclude the chapter.  
Significant Findings   
Over half of the season ticket holders from 2014 purchased season tickets in 2015. A few 
season ticket holders could not regularly attend the games, but still donated their tickets back to 
the athletic department because they wanted to be supporting the program. From the survey, most 
season ticket holders liked the idea of being a called a season ticket holder and repurchased 
tickets.  In 2015, UMD improved their ticket package by putting pictures of the players on the 
tangible tickets and many noticed the change and commented on this in the short answer 
questions in the survey.  
Overall, student workers liked working for UMD, but wished there were more training in 
certain situations. 81.2% of student workers said that they would continue to work in the athletic 
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department the next year and could see themselves pursuing a job in athletics. The feedback the 
student workers offered was to improve the program by giving them tools to have better effective 
communication skills.   
Educational Implications  
The implication of this study included the knowledge gained by better understanding the 
market for women’s athletics and consumer motives behind buying season tickets. This study 
suggested that intercollegiate athletic departments in any division can find creative ways to 
market their programs and find fixed income in non-revenue sports. This study showed that 
consumers of season tickets enjoy giving back to a program and being called a season ticket 
holder. This study suggested that by finding new ways to market athletic programs, consumers 
may want to come back and see small changes made.   
Not only does this study determine that selling volleyball season tickets at UMD is 
successful, but this study also shows that hiring student workers is a benefit for the athletic 
department. The athletic departments hired student workers and gave them on the job training for 
careers in intercollegiate athletics or professional sport teams. Student workers were trained in 
sales calls, marketing, and game operations in the athletic department and the student workers’ 
perceptions improved on communication and transferable skills.  This study showed that there 
are ways for athletic departments to be creative and use their resources to benefit not only their 
program, but also to inspire students to find a career that best fits their skills and abilities.    
Recommendations for Future Research  
In the future, a longer study could more reliably gauge if the program of selling season 
tickets for UMD Volleyball continues to grow. Researching the use of different task groups in an 
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athletic department to see how smaller projects are completed could complement these findings. 
The researcher suggested changes for future studies include: compare UMD Men’s Football 
season tickets to UMD Women’s Volleyball season tickets and find the different growth between 
them and compare ways a Division II University found revenue in comparison to a Division I 
University. With the different resources offered to both, the findings may add additional context 
to the success the different divisions. Further study student workers by including case studies, 
add deeper short answer questions, and allow for the student workers to explain their best 
experience.   
 Limitations  
There were a limited number of both season ticket holders and student workers to survey. 
The articles found online were based on other departments on college campuses that hire student 
workers. There were only two years’ worth of data for volleyball season tickets, because they 
have only been selling for that long.  Limitations included the limited sample size for both 
surveys, but served to inform future studies to improve on collecting a bigger sample size.  
Summary   
The study had three years of data that show the implementation of selling volleyball season 
tickets. There are no other Division II female athletic teams at UMD that use this model to 
generate revenue each year. There is something to be said about finding creative ways to sell 
product to customers who are already are a fan of your organization. Season ticket holders were 
overall happy with their experience and renewed their tickets for the following year. UMD 
athletics will continue to sell season tickets and generate revenue each year from this creative 
selling strategy.  
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Student workers that sold season tickets and worked different jobs for the UMD Athletic 
Department, were also happy with skills obtained while working for UMD. The student workers 
improved skills such as customer service, effective communication, and felt more comfortable 
making sales calls. Based on the survey, even though only four individuals acquired a job after 
being a student worker, it allowed others to see a potential career in college athletics with 
minimal risk. The UMD Athletic Department will continue to have student workers involved 
with not only selling season tickets, but with game operations, facilities, and other administration 
roles.   
The success of this side by side study shows the customer’s perspective and the student 
workers’ perspective that actually did the selling. There was great opportunity in the hire of 
student workers for work study and gave them transferable skills to take to their next job. Other 
athletic departments could hire students and get them involved with operational items to provide 
them more experience. Student workers took what they learned from on the job training and were 
ready for work after they graduated. Athletic departments should also take on the challenge to 
sell season tickets for their nonrevenue generating sports. Based on the research, motivations to 
purchase tickets vary, but consumers enjoyed being called season ticket holders and being 
included in the athletic department. There was opportunity for athletic departments all around the 
country to implement this on campus and other areas on campus. It is important to continue to 
work with administration to provide the need for either implementing season tickets or hiring 
student workers.  
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Appendix A - IRB  
  
  
9/26/2015   University of Minnesota Duluth Mail - 1502E63262 - PI Rainey - IRB - RECD New Application  
 
  
TO : djrausch@umn.edu, rain0145@umn.edu,    
   
Study Number: 1502E63262   
   
Principal Investigator: Julie Rainey   
   
Title(s):   
University of Minnesota Duluth 2014 Volleyball Season Tickets   
________________________________________________________   
   
You are receiving this email because you have been listed on the IRB application referenced above 
as the PI,  
Co-Investigator or a correspondent.  If you believe you have been listed on this study in error, 
please contact the PI.    
The study has been assigned the above referenced study number which should be used in all 
communication with this office.   
You may follow the progress of the review of your study in the Track Documents section at 
eResearch Central http://eresearch.umn.edu/   
The IRB reminds you that research with human subjects should not be initiated until you have 
received notification of the IRB's action on your proposal and final approval is granted for the 
study.   
Once your study has been approved, we will be happy to send confirmation of its approval to your 
funding agency. If you would like us to do so, please send us the name and address of your 
contact person at the agency.  
Advisors shoulder the responsibility for students engaged in independent research. As Advisors 
are copied on all correspondence, the IRB understands they have reviewed the proposal, and accept 
the roles and responsibilities required to oversee the conduct of this research, prevent harms to 
subjects and foster benefits to the subjects. If you have any questions, please call the IRB office at 
612-626-5654.  
  
  
  Julie Rainey <rain0145@d.umn.edu>  
1502E63262    - PI Rainey - IRB - RECD New Application  
< irb@umn.edu >  irb@umn.edu  Mon, Feb 16, 2015 at 1:46 PM  
To: rain0145@umn.edu  
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Appendix B - Invitations to season ticket holders and student workers to participate in 
study  
  
SELLING VOLLEYBALL SEASON TICKETS INCREASES REVENUE  
  
You are invited to be in a research study of the first year of selling volleyball season tickets at the 
University of Minnesota Duluth. You were selected as a possible participant because you were 
one of the volleyball season ticket holders. We ask that you read this form and ask any questions 
you may have before agreeing to be in the study.  
This study is being conducted by: Julie Rainey, Department of Education Procedures:  
If you agree to be in this study, we would ask you to do the following things:  
Please answer with honest the survey questions sent to you via email. You will have two weeks 
from when the survey is sent out to answer the survey questions. When you send back you 
answers, this will be consent that you will allow me to use this information for this study.  
Confidentiality:  
The records of this study will be kept private. In any sort of report we might publish, we will not 
include any information that will make it possible to identify a subject. Research records will be 
stored securely and only researches will have access to the records. Your survey results will be 
kept in a secured file cabinet in locked office.  
Voluntary Nature of the Study:  
Participation in this study is voluntary. Your decision whether or not to participate will not affect 
your current or culture relations with the University of Minnesota Duluth. If you decide to 
participate, you are free to not answer any questions or withdraw at any time affecting those 
relationships.   
Contacts and Questions:  
The researcher conducting this study is: Julie Rainey. You may ask any questions you have now.  
If you have questions later, you are encouraged to contact, Julie Rainey at 501 2nd St. SW  
Stewartville, MN 55976, 507-269-5364 or rain0145@d.umn.edu.  Also you can contact Diane 
Raushenfels at UMD Education, 177 EduE 412 Library Dr. Duluth, MN 55812 218-726-8547 or 
djrausch@d.umn.edu.  
If you have any questions or concerns regarding this study and would like to talk to someone 
other than the researcher, you are encourages to contact the Research Subjects’ Advocate Line, 
D528 May, 420 Delaware St. Southeast, Minneapolis, Minnesota 55455; (612) 625-1650.  
  
You will be given a copy of this information to keep for your records  
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BEING A STUDENT WORKER PRODUCED SKILLS THAT ARE NEEDED FOR FUTURE  
CAREERS  
  
You are invited to be in a research study because you were a student worker for the University of 
Minnesota Duluth. You were selected as a possible participant because you were one of the 
student workers. We ask that you read this form and ask any questions you may have before 
agreeing to be in the study.  
This study is being conducted by: Julie Rainey, Department of Education Procedures:  
If you agree to be in this study, we would ask you to do the following things:  
Please answer with honest the survey questions sent to you via email. You will have two weeks 
from when the survey is sent out to answer the survey questions. When you send back you 
answers, this will be consent that you will allow me to use this information for this study.  
Confidentiality:  
The records of this study will be kept private. In any sort of report we might publish, we will not 
include any information that will make it possible to identify a subject. Research records will be 
stored securely and only researches will have access to the records. Your survey results will be 
kept in a secured file cabinet in locked office.  
Voluntary Nature of the Study:  
Participation in this study is voluntary. Your decision whether or not to participate will not affect 
your current or culture relations with the University of Minnesota Duluth. If you decide to 
participate, you are free to not answer any questions or withdraw at any time affecting those 
relationships.   
Contacts and Questions:  
The researcher conducting this study is: Julie Rainey. You may ask any questions you have now.  
If you have questions later, you are encouraged to contact, Julie Rainey at 501 2nd St. SW  
Stewartville, MN 55976, 507-269-5364 or rain0145@d.umn.edu.  Also you can contact Diane 
Raushenfels at UMD Education, 177 EduE 412 Library Dr. Duluth, MN 55812 218-726-8547 or 
djrausch@d.umn.edu.  
If you have any questions or concerns regarding this study and would like to talk to someone 
other than the researcher, you are encourages to contact the Research Subjects’ Advocate Line, 
D528 May, 420 Delaware St. Southeast, Minneapolis, Minnesota 55455; (612) 625-1650.  
  
You will be given a copy of this information to keep for your records  
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Appendix C - Survey for student workers 2014-2015 
UMD Athletic Department, Student Workers  
1. My experience as a student employee was inspiring?  
Disagree  Neutral Agree Comments:   
  
2. I gained job related skills from being a student employee?  
Disagree  Neutral Agree Comments:  
  
3. I improved my communication skills by working with customers and peers?  
Disagree  Neutral Agree Comments:   
  
4. Being a student employee allowed me to narrow down my interests in the type of career I someday 
seek to have?  
Disagree  Neutral Agree Comments:  
  
5. I was able to successfully gain a job from being a student employee:  
 Yes  No  
Comments:   
  
6. I would apply for the UMD Student employee position again?  
Disagree  Neutral Agree Comments:  
  
7. The UMD Athletic Department supervisors were interactive with my on the job training?  
Disagree  Neutral Agree Comments:  
  
8. What position did you have while working for the UMD Athletic Department?  
Comments:  
  
9. What is one skill you retained/improved while being a student employee?  
Comments:  
  
10.What could the athletic department or staff do to prepare you better for a future career? Comments:   
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Appendix D - Survey for season ticket holders  
2014-2015 UMD Volleyball Season Ticket Holders  
1. I was satisfied with my 2014 volleyball season tickets  
Disagree  Neutral Agree Comments:  
  
2. Buying volleyball season tickets was a quality purchase  
Disagree  Neutral Agree Comments:  
  
3. I purchased season tickets again for the 2015 fall season  
 Yes  No  
Comments:  
  
4. The service with the student sales representative was efficient  
Disagree  Neutral Agree Comments:  
  
5. The student sales representative was easy and friendly to work with  
Disagree  Neutral Agree Comments:  
  
6. The service in and out of the volleyball games was easier purchasing season tickets  
Disagree  Neutral  Agree Comments:  
  
7. I felt that I was a part of UMD athletics by having volleyball season tickets  
Disagree  Neutral Agree Comments:  
  
8. I liked the idea of being a season ticket holder  
Disagree  Neutral Agree Comments:  
  
9. Are there any skills the student sales representative could improve on?  
Comments:  
  
10. Were there any difficulties while purchasing your season tickets? Comments:   
  
